T he monetary and emotional cost of replacing valuable employees whose work performances have declined has stimulated many industries to implement employee assistance programs (EAPs). An active commitment is being made by industry to find programs that can aid employees in addressing and correcting performance problems caused by stressors from the work or the home environment.
Industries that choose to offer employee assistance programs need to realize that these programs are not static and should be assessed periodically. Evaluating the employee assistance program to ensure that employees are obtaining effective, quality care can determine if the company and employees are getting what they need from the program.
REVIEWOF THE LITERATURE
The growth of employee assistance programs in industry has been dramatic in the last several years (Backer, 1986) . With the current surge in benefits programs used as incentives to retain employees, employee assistance programs have become part of many of these packages. These programs are viewed as benefits because they are paid for by the industry at no cost to the employee. The goal of an employee assistance program is to provide confidential short term counseling services to employees who encounter personal problems that might affect their work performance (Lewis, Industries that choose to offer employee assistance programs need to realize that these programs are not static and should be assessed periodically.
1986). Changes in employees' behaviors, such as absenteeism, poor quality work, tardiness, moodiness, anger, and increased accidents are situations in which an employee assistance program is targeted. Historically, industrial alcoholism programs implemented over 45 years ago were the initial EAPs (Minter, 1986) . These first programs helped employees with alcohol dependency behavior which interfered with job performance. In the 1970s these programs expanded to include a wider range of problems.
Employee assistance programs can be offered as internal programs which entail employing a counselor on site (Oher, 1987) . Other programs are externally based and contract services from an outside agency, such as a mental health facility (Duvall, 1986) . The program evalu-ated in this study was an external EAP.
EVALUATION
As programs are initiated, objective and systematic tools can be used to evaluate program criteria, resulting in useful and economic employee assistance programs (Blazer, 1987) . The justification for evaluating programs is that an evaluation can address program mechanics or logistic problems as they occur. A program evaluates itself for three reasons: to justify its existence to management for financial backing; to determine the extent the program is reaching its target population and objectives; and to improve its performance (Foote, 1981) .
Both internal and external mechanisms can be used to determine quality assurance in EAP referral and treatment programs (Schwartz, 1986) . Schwartz recommends clinical supervision, case reviews, and staff evaluations as internal measurements. He advocates that all employees who use the EAP formally evaluate their experience for quality assurance.
"Evaluation of an employee assistance program requires clear definitions of areas to be measured. Operational measures for the present study were the characteristics of: availability, accessibility, cost, quality, continuity, and acceptability" (Hadley, 1978) . However, the external EAP includes three free visits per year for employees and each one of their dependents, so cost was minimized in this evaluation.
Before the study was conducted another evaluation method considered was the possibility of a peer panel evaluation. This method requires a panel of outside specialists to objectively review and evaluate EAP services (Janda, 1988) . After examining the potential time and cost involved in this type of evaluation, it was determined not to be the best option for this study.
Utilization rate is often an indicator to management of the success of a program (Braun, 1986) . Since employees' awareness and perceptions of an EAP affect whether or not they use the EAP, more data about this was sought in the survey. The research completed in this study was designed to provide evaluative research, specifically a program evaluation (Hansen, 1984) .
This study was geared toward one specific industry in eastern North Carolina. The purpose of the study was to determine the extent to which employees were: aware of the existence of the EAP; knowledgeable about the types of services provided; utilizing the program; not utilizing the program due to specific concerns about the program; and perceiving barriers to the program. The research questions were: 1) Which methods of communications were effective in informing employees of the EAP? 2) What reasons if any were holding employees back from using the EAP? and 3) Were employees who had used the EAP satisfied with the services?
METHODOLOGY
The questionnaire was given to the entire population at one pharmaceutical manufacturing and packaging plant in eastern North Carolina. The surveys were collected and totals tabulated separately for each section of each question. Utilization rates were determined. Raw data were computed to percentages for discussion with management. A report was compiled on the results of the survey. General information The goal of an employee assistance program is to provide confidential short term counseling services to employees who encounter personal problems that might affect their work performance.
from the survey was given to all employees. Specific recommendations related to the program were given to management for consideration.
INSTRUMENTS
A 14-question survey, accompanied by a cover letter, was used as the data gathering instrument (Figure) . The questionnaire took 5 to 10 minutes to complete. It asked that only employees complete the questionnaire. However, they were to include their opinions of services available for their families. Survey questions were composed so that responses were made by checking a blank.
The questionnaire asked: if the employees knew the name of their EAP; what services they believed were available for both themselves and their families; if they had used the EAP, and if so, they were asked a series of questions concerning the mechanics of the program; and if there were any reasons they would not use the EAP. The instrument used in this survey was developed at the corporate level of the company.
PROCEDURE
All employees of the company were given the EAP questionnaire on the same day in late February 1989. They were distributed by hand to all employees in individual departmental meetings by their supervisors. The questionnaire had a cover letter and responses were returned in self addressed sealed envelopes which were attached to the survey. Instructions stated that the envelopes with the surveys were to be returned to the supervisor or to a mailbox within the plant and accessible to employees. A 2-day period was allowed for the questionnaires to be returned.
DATA ANALYSIS
Two hundred fifty employees, the entire plant population, including both management and production employees, were given questionnaires. Employees' ages ranged from 19 to 63 years. The plant's population was 44% female and 56% male. All employees had a minimum of a high school education. Employees at this plant were nonunion employees. The work force was stable, varying between 240 to 250 employees for the last 3 years. The EAP had been implemented for a 3-year period.
Of the 250 employees, 98 responded to the survey, resulting in a 39% response rate. The EAP utilization rate was found to be 13% for those who responded to the survey. Results of the survey are shown in the Figure. 
RESULTS AND DISCUSSION
The survey was undertaken to determine employee awareness of the Employee Assistance Program and the services provided, the satisfaction of those employees who used the services, issues of concern for employees about the program, and any perceived obstacles to the use of the services. The survey responses contain baseline data from which the impact of the EAP communications and the quality of program content can be explored.
While the response rate was lower than expected (39%), the results from the survey were decidedly useful. Sixty-four percent of those who responded knew the name of the EAP provider. This indicated a recognition level of the EAP, but that further communication about the Questions can be answered by placing an "X" next to your answer choice. Some questions ask you to choose more than one answer. Please indicate which of the followingservices are, in your opinion, available to you through your EAP (choose as many as apply for both you and your family): For yourself For your family 82%
Help with personal problems 66% 66%
Help with job problems 42% 81%
Help with family problems 67% 62%
Help with financial problems 50% 53%
Help with legal problems 48% 82%
Help with drug problems 67% 82%
Help with alcohol problems 67% 83%
Help with emotional problems 67% 41%
Help with vocational/career problems 29% 45%
A 24-hour hotline 36% In your opinion 6.
Were you able to contact the services easily? Yes 92% 7.
Was the location easily accessible? Yes 100% 8.
Were you treated promptly? Yes 92% 9.
Were you treated competently? Yes 91% 10.
Was the service completed to your satisfaction? Yes 91% 11.
Were you treated courteously? Yes 100% 12.
Would you use the service again if needed? Yes 100% 13.
Would you recommend the service to others? Yes 100% 14.
Please indicate which, if any, would prevent you from using the EAP services if you needed them (choose as many as apply): 13% It might affect my job 25%
The information I give might not be kept confidential 18%
Others might find out about my using the service 7%
It wouldn't be helpful 8%
The EAP provider isn't competent 7%
It would be too expensive.
Figure:
Employee Assistance Program Evaluation Questionnaire. Periodic evaluation is necessary to maintain a quality employee assistance program.
This survey was undertaken to determine employee awareness of the existing EAP and their satisfaction with the program. Likewise,the survey allowed for employee input on areasofthe program they had concerns with that may have caused hesitancy in further use of the program.
The survey not only documents to management that the program is of value to employees and identifies areas where changes may be focused in the future to meet employee needs, but actually serves as a communication tool in itself as a reminder of the availability of the Employee Assistance Program.
spondents did not think the provider was competent. This area may need to be addressed more specifically in further evaluations following the "no" reply with "why?" Backer, T.E. (1986) . Disability management. Implications for clinical practice and con-CONCLUSION This survey found a low utilization rate for the Employee Assistance Program at this company. However, effective communication of the program has been accomplished by various methods, especially brochures, newsletters, and notices through health services. A variety of services are recognized to be available to employees and their families, with employees feeling adequately informed of the services. Obstacles in using the program are perceived as confidentiality and affecting an employee's job, both of which need to be addressed before the company can expect an increase in the program's use. Communication to employees and their families needs to be continued.
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zation rate for the EAP. Not all of the 13% who used the EAP responded to every question in the utilization section. All the employees who used the services indicated easy access and courteous treatment. Also, 100%said they would be willing to use the service again and would recommend the service to others, indicating positive experiences with the EAP. No areas had less than a 91% positive response on: promptness, easy contact, competence, and satisfaction. It is especially important to note the high level of satisfaction.
One of the most interesting areas of the survey related to barriers in using the EAP. Confidentiality on the information given (25%) and in relation to others finding out about the person using the service (18%) were barriers. Thirteen percent felt using the EAP might affect their jobs.
A small number of employees are not aware the service is free (7%, "it is too expensive" and that counselors work on specific problems with the employees (7%, "it would not be helpful"). Eight percent of the re-provider would be beneficial. The responses to the availability of specific services indicate that, in employees' opinions, services were more readily available to employees than to their families.
The EAP survey rated services most available for employees to be for: emotional problems (83%), alcohol problems (82%), drug problems (82%), personal problems (82%), and family problems (81%). Services available to family members were for emotional problems (67%), drug problems (67%), alcohol problems (67%), and family problems (67%). Receiving under 50% in availability for employees were help with vocational/career problems (41%) and 24 hour hot line (45%). Perceived least available services for the family were: help with vocational/career problems (29%); 24 hour hot line (36%); and help with job problems (42%). These findings indicate specific needs in marketing: how the EAP can assist with vocational/career problems; the hot line availability for both groups; and availability of help with job problems for families.
Respondents were aware of these communication methods: EAP brochures (77%); notices through health services (66%); notices in employee newsletter (60%); orientation programs (44%); on-site visits from EAP counselors (39%); home mailings (38%); and training sessions (25%). These findings indicate the effectiveness of brochures and notices. Training sessions, home mailings, on-site visits from EAP counselors, and orientation programs are communication modalities which need to be improved or offered more frequently. In particular, the home mailings should be recognized as an avenue to reach family members and employees.
Employees indicated by a 78% response rate that they are adequately informed about EAP services. This indicates that employees who responded generally feel satisfied with the amount of information about the program.
The survey indicated a 13% utili-
